Reference service is one of the significant user support services in libraries, and in the service, the librarian provides appropriate information to a user's needs. Studies of a social question and answer (Q&A) site revealed preferences held by users for an answer in terms of subject relevance or prediction. In order to provide a higher quality service, we investigated users' preferences for answers given in libraries. To understand what users prefer for answers, we defined four "answer forms" from the perspectives of the "amount of information" and "whether it includes any explanations of information resources or not." Respondents ranked four answers, which were developed from the answer forms in response to reference questions. The purpose was to discover their preferred way to be answered in the reference service. Results indicated that people prefer an answer, which provides multiple information resources and attached explanations of the resources, rather than an answer that only gives information resources without offering explanations. In addition, we found relationships between answer preferences and user attributes, such as age and frequency of library use.
INTRODUCTION
Libraries have provided a reference service, in which librarians support users to solve their problems. In the reference service, "the role of the librarian is to clarify the need or complete the question" [1] being asked by users. It is most important for reference librarians to understand the various information needs of individual users and to respond to these queries appropriately. Therefore, the reference service is also defined as a form of "information consultations in which library staff recommend, interpret, evaluate, and/or use information resources to help others to meet particular information needs." [2] In this service, librarians should supply suitable materials that meet the information needs of users. There is, however, no one right answer or response for a user's question. Rather, "there are no specific rules, no well-beaten paths, no completely sound response. Almost everything depends on the situation, the individual, and the particular time and place." [3] In this context, it can be challenging for reference librarians to accept that there are so-called "user's preference" answers that need to be made available in the reference service.
Concurrently, the advent of the Internet has heralded the growing popularity of social question and answer (Q&A) sites. Social Q&A sites are "dedicated platforms for online users to ask and answer questions, browse the corpus of already answered questions, and comment and rate the quality of answers as well as vote for the best answers" [4] . There are various studies of users' preferences by analyzing questions posed and answers given on these sites. For example, [5] identified the selection criteria people employ when they choose the best answers on social Q&A sites, and explained that the user regards some socio-emotional aspects (factors) of answers as important. Authors in [6] examined the factors that affect the selection of the best answer in a social Q&A site, completeness, presentation, reliability, and accuracy. Thus, it has become possible to clarify factors that people expect for an answer, based on the criteria for selection of the best answer in social Q&A sites.
In the field of library reference services, there has been a lack of focus on users' preferences on answers, seen on studies of social Q&A sites. This is due to the effort required from librarians to provide appropriate information for "individual" users, as mentioned before. In other words, focusing on "individuality" or differences between each user is the most significant factor for reference librarians. We, however, thought that we could find out what users expect in terms of answers in reference services, as well as the studies about social Q&A sites. Therefore, in this study, we explored users' preferences seen on answers to reference questions.
The contribution of this work is the discovery of factors that determine user preferences for an answer. This work provides the overall trends of the users' preferences to the librarians who have learned about the users from their experiences so far, therefore, it could contribute the improvement in the quality of reference services.
To reveal users' preferences for an answer, an alternative approach is required from analyses of effective log data seen in studies about social Q&A sites, as there is no useable data about reference services available in Japan. Therefore, to clarify what kind of answers people prefer, we investigated the preferences held by people seeking answers within the service. For the investigation, we introduced two perspectives that were used in studies about reference services [7] [8], in order to estimate the preferences of reference service users in seeking answers. We defined four "answer forms" that reflect the preference of the user for an answer in using a reference service. In this study, as we investigated preference in terms of these answer forms, we were able to reveal factors that the user expects for an answer.
From the investigation results, we analyzed what type of answer form the user prefers, and clarified users' preferences in accessing the reference service. There are relationships between these preferences and user attributes, such as gender, age, or frequency of library use. In a previous study [9] , from the investigation results of "the most preferred answer forms," we found that people prefer a "recommendation" answer and a "direction" answer to an "enumeration" answer, and high frequency library users prefer "brief" types of answers. In this paper, we reexamine how people evaluate answer forms, expanding the analysis to the investigation results of "the least preferred type of answer forms."
In terms of the type of answer form that people prefer to use, the results of this study will provide information on:
(1) Users' preferences for answers to reference questions (2) Relationships between users' preferences (most or least preferred) and user attributes, such as age, gender, the library use frequency, or use of social Q&A sites Our paper is organized as follows. In Section 2, related works are discussed. In Section 3, we explain the details of the investigation design. In Section 4, the results of the investigation are presented. In Section 5, we discuss the results from the investigation. In Section 6, we conclude our research and describe implications and areas of further research.
RELATED WORK
In this study, we explore users' preferences in answers to reference questions, by using idea (a framework) of studies of social Q&A sites. It relates to researches both reference services in libraries and users' preferences for answers of social Q&A sites.
Reference Services in the Libraries
At a library, it is one of the primary tasks for librarians to provide reference services, when directly asked by users for assistance. Studies about reference services have used fieldwork, interviews, and observations among other tools as their research methodology, because these techniques are able to reveal individual characteristics of reference services. The authors in [10] analyzed conversational data between the user and the reference librarian, and presented a hypothesis about the cognitive processes used by reference librarians. The author in [11] used observation and interviewing techniques, and showed that the reference counter is characterized by a knowledge sharing perspective. [12] used participant observation, unobtrusive observation, and interviews in their research methods, highlighted the structuring and mediating role of objects in the enactment of reference work. The research design was an ethnographic case study in [11] and [12] .
Virtual reference services have also become widely available in recent years. Virtual reference services allow patrons to communicate with staff without being physically present by using a computer or other Internet technology. According to [13] , the terms "Virtual Reference" and "chat reference services" can be used interchangeably. Various studies use data from virtual reference services in order to analyze characteristics of the services. For example, there are studies about virtual reference services that reveal the timing of accessing the service, the original access point, who uses the service, and the types of users they are. These investigations are conducted by using access logs [14] [15] [16] [17] . Authors in [18] analyzed data from over 600 sessions and showed that the most frequently asked question was concerned with whether the library had specific items, and this observation offered valuable insights into the characteristics of users and their use of the service. Other studies have focused on not only the users' questions, but also their exchanges with librarians. Authors in [19] reviewed online reference transcripts, including virtual reference transactions and Instant Messaging transactions, and suggested that virtual reference questions tend to be more research intensive and formal in nature, while Instant Messaging questions are less focused on academic research and are informal exchanges. These studies definitely analyzed a reference service from the viewpoint of its users, however, could not reveal users' preferences for answers in reference questions, because only the answers that librarians thought to be good for users were picked up in these studies.
By contrast, the following studies utilized questionnaires in conducting their research for revealing users' awareness in reference services. [8] investigated users' preference for how the amount of materials was given in order to evaluate the service. To reveal the desires and preferences of the "Internet generation" students, the survey was conducted through the internet, and it was shown that certain research assistance options (chat, Facebook, and course management software) were not preferred options among 18-22 year-olds in the study group [20] . These studies tried to clarify users' preferences, however they seems to be still not enough to clarify the overall trend of users' preferences.
Factors Users Expect for Answers in Social Q&A Sites
There are many studies that have analyzed the best answers given on social Q&A sites, as well as the preferences of users in posing a query on these platforms.
Authors in [5] derived and grouped the best-answer selection criteria into seven value categories, and revealed that the socioemotional value of the response was particularly prominent, especially when people asked for opinions and suggestions from the service. Authors in [4] investigated the interplay between "answer quality" and "answer speed," and found that the best answers had better overall answer quality than rapidly presented responses, though they generally took longer to arrive.
The factors that the user expects from an answer, such as the prediction of the best answer on a social Q&A site, have been revealed. [21] evaluated and predicted the quality of an answer in a social Q&A site, and revealed that contextual information, such as a user's profile, can be critical in evaluating and predicting content quality. Authors in [6] examined the predictors of highquality responses, and found that high-quality answers include features of positive votes, and showed the significance of contentappraisal features over social and textual features.
To sum up, there are few researches to reveal users' preferences for answers in reference services, whereas there are various studies to analysis how user choose one answer from others in social Q&A. In this study, we revealed factors the user expects for an answer, following findings seen in studies of a social Q&A site, in the field of reference services. Thus we directly investigated users' answer preferences by using hypothetical questions and answers as our study site.
METHODOLOGY
The survey was conducted February 8 -February 13, 2016 on the internet, in which respondents were asked to rank four "answer forms" assigned to a reference questions, according to their preference. There were 20 reference questions included in the survey. The respondents were also asked to assume that they would receive the reference service in a library, which means they would get answers from a librarian. The purpose of this study was concerned with considering preferences within reference service in libraries, rather than on general Q&A services.
Respondents
Three hundred people between the ages of 15 and 79 years in Japan completed the questionnaire. These respondents were selected from 10,000 adults, and we used a commercial online survey service for this process. The questions for screening were as follows: (1) frequency of library use, (2) frequency of social Q&A site use, (3) whether they are a librarian or not. These screening questions were asked as we considered that there is a relationship between the frequency of use of libraries, and the frequency of use of a Q&A site. We also focused on revealing the preferences of the person presenting the question, rather than those of the person providing the response. Through the screening process, we were able to exclude people who identified themselves as librarians. Then we formed four groups of respondents by using the combination of high or low library and social Q&A site use frequency, and randomized 75 respondents from each group. In this study, we defined high frequency of use as "to use a library or a social Q&A site more than once a week."
The Definition of Answer Forms
We defined four answer forms, as seen in Table 1 . These answer forms are all responses given to reference questions, and are defined from the perspectives of the "amount of information" and "whether it includes any explanations of information resources or not." There are augmentations related to these two points, which is why we draw on both perspectives. Regarding the "amount of information," for example, authors in [22] stated that users prefer short answers because the length of answers was negatively correlated with the prediction of the best answer. However, [23] concluded that "detailedness" was a key characteristic of high-quality answers. In terms of "whether it includes any explanations of information resources or not," there are also some extensions that are worth discussing. Librarians in Japanese public libraries generally perceive that they should only provide information resources to library users. That is, they have a tendency to think that they should not provide resources with an evaluation included, but rather only provide one or more materials that meet the enquirer's needs. On the other hand, Katz notes that the librarian should evaluate, interpret or clarify the offered materials, and leaves the determination of the relevance of the material up to the individual [7] . Therefore, to assess this in this study, two additional perspectives were introduced, namely "amount of information" and "whether an answer includes any explanation of the information resources or not."
The method used in composing the answer forms is as follows. First, we divided answers into two types, from the perspective of including any explanations or not when offering information resources. We defined the former as "enumeration." In terms of the latter categories ("amount of information" and "how to explain materials"), we divided these into three types; namely "briefness," which refers to reduced amounts of information, and "recommendation" as an answer that is given when multiple sources are offered and a librarian particularly recommend one as being the most suitable. We defined "direction" as an answer that is given for multiple sources with explanations being offered for some of them. In this answer form, contents of the explanation are given as a reading order of materials and a target reader.
In an "enumeration" type answer, a questioner is given multiple materials without explanations of the materials being offered by the librarian or reference service, and the individual then chooses a material from given list. In a "briefness" type answer, a questioner is given a single material, and is not made aware of other materials that could have constituted an answer. In the "recommendations" type answer, a questioner is given multiple materials, and a librarian or reference service offers a recommendation regarding the suitability of particular materials. In a "direction" type of answer, a questioner is given multiple materials with explanations attached to some of them. Therefore, a questioner is able to obtain more explanations of materials in this form than in other answer forms. In all types of answer forms, the given materials are correct and suitable for the query presented. 
Preparation of Reference Questions and Answers for the Survey
In this study, we used the four answers that librarians seem to regularly prepare in responding to reference questions. As reference questions used in the investigation allow the study to resemble a real reference service, we drew on reference questions collected from the Collaborative Reference Database, which records actual reference questions presented in various Japanese libraries [24] . In developing questions for this investigation, we gave special attention to the cases where multiple materials were dispensed, or explanations were included in the answer. There were 20 questions developed by the authors. For example, we used queries, such as, "I want to get any books about such and such topic" for the investigation.
Then, four answers to each question were offered, based on answer forms seen in Table 1 . When developing responses, we gave particular attention to the length of the answer, so as the respondents not to think that longer answers are accurate, whereas shorter answers are wrong. The set of questions and four answers is shown in Table 2 . Answer 1, namely, an "enumeration" type of answer, only provides multiple materials without any explanations of the materials being offered. In this case, a questioner should choose a material from the given list on their own. Answer 2, namely, a "briefness" type of answer, provides a single material without other materials or information being offered. In this case, a questioner is given only one material that a librarian thinks is most appropriate, without making the users aware of other materials. Answer 3, namely, a "recommendation" type of answer, refers to instances where a librarian provides multiple materials, and then recommends one of those materials. Thus, in this case, a questioner can get information about multiple materials, and a recommendation on one of them as well. Answer 4, namely a "direction" type of answer, occurs when a librarian or service provides multiple materials, and also provides some information about these books, such as the order of reading or target readers. In this case, a questioner is able to obtain more explanations of materials in this form of answers than in others. Book A is the best for you because it has easy-tounderstand content you wanted, among Book A, Book B, Book C and Book D -(Recommendation)
A.4
We have Book A, Book B, Book C, and Book D. In these books, Book A is good to read first, because it is easy to read. If you have some knowledge or want more information about it, Book B is good as that has many detailed descriptions -(Direction)
RESULTS

Overall Trends of Preferences in terms of Answer Forms for Reference Questions
The "answer forms" ratio ranked at the top by participants in this study is shown in Table 3 . The ratio of "recommendation" and "direction" are 30.7% and 30.2% respectively. Therefore, "recommendation" and "direction" are the most preferred answer forms for users. This result indicated that people prefer "to be given materials with recommendations about one of the items, or explanations of some of them," but do not prefer "to be given materials and to select the most appropriate from them," or "to be given only one material."
The "answer form" ratio that respondents ranked at the bottom is shown in Table 4 . It indicates the number of answers which respondents selected as a least preferred. "Enumeration" (42.2%) is the most frequent value, and "briefness" (29.2%) is the secondmost frequent value in terms of being the least preferred "answer forms." These results indicated that people do not prefer "to be given materials and to select the most appropriate by themselves" or "to be given only one material." The least preferred answer forms with the smallest proportions were "recommendation" (12.0%) and "direction" (16.6%). People's preference for answer forms become more remarkable in the analysis of the combination of the most preferred "answer form," and the least preferred one. Figure 1 shows the bipartite graph of the combination of answer forms that people most and least preferred. Left-side nodes of the figure are answer forms that respondents ranked at the top, and right-side nodes are those at the bottom. The number in parentheses following each answer forms shows whether the "answer form" was ranked at the top or at the bottom by the respondents. Numbers on the edges that connect each node show that the number of one answer form pair was ranked at the top with another answer form ranked at the bottom. For example, in figure 1 , 491 of 1,086 respondents who ranked "enumeration" at the top also ranked "briefness" at the bottom. Totally, 232 of them ranked "recommendation" at the bottom, and 363 of them ranked "direction" at the bottom. (1,086) , while the ratio of "briefness" ranked at the bottom (45.2%=491/1,086) with both respectively showing the biggest value. This indicated that about half of respondents who prefer "enumeration" not prefer "briefness." "Briefness," "recommendation," and "direction" ranked at the top (1,263, 1,839, 1,812 respectively) , while the ratio of "enumeration," which is ranked at the bottom has the highest value. However, while "briefness" and "direction" ranked at the top, the ratio of "enumeration" is over half of the top ranked, though among "recommendation" being ranked at the top, the ratio of "enumeration" and "briefness" are similarly high. Therefore, people's preference for an answer in terms of the combination has characteristics of people who prefer "briefness" or "direction," rather than "enumeration," and people who prefer "recommendation" rather than "enumeration" and "briefness" in a similar manner. Table 5 shows the count results of the most preferred answer forms in terms of age. While people over the age of 30 show preferences for answer forms that are similar to the overall trend, ratios of all answer forms are similar in people under the age of 30 (teenagers and those in their twenties). In other words, the ratio of "enumeration" and "briefness" is higher in people under the age of 30 than in any other age group. Therefore, people under the age of 30 have characteristic tendencies that are similar to several people in that they prefer an answer in the form of "being given materials without explanations offered" or "to be given only one material." As people under the age of 30 have a characteristic tendency that similarly prefer all answer forms, figure 2 shows the bipartite graph of the combination of answer forms, which people under 30 have most and least preferred. Among the answer forms ranked at the top, the number for "recommendation" (77) is lower than the others, and the numbers for "enumeration," "briefness" and "direction" are similar (92, 95, 96 respectively). On the other hand, among the number of answer forms ranked at the bottom, the numbers for "enumeration" (106) and "briefness" (103) are higher than "recommendation" (73) and "direction" (78). From the viewpoint of answer forms ranked at the top, a trend is seen in the fact that the numbers of all answer forms ranked at the bottom are similar. However, among "briefness," which ranked at the top (95), and the ratio of "enumeration" ranked at the bottom is nearly half (47.4%=45/95), and among "recommendation," which ranked at the top (77), the ratio of "briefness" ranked at the bottom is 40.3%(=31/77). On the contrary, from the viewpoint of answer forms ranked at the bottom, with "enumeration" ranked at the bottom (106), the ratio of "briefness" (42.5%=45/106) is highest among the others. When "Direction" ranked at the bottom (78), the ratio of "briefness" (43.6%=34/78) was highest among the others. These results indicated that people who prefer types of answers that are characterized by "briefness" also prefer "enumeration" types of answers least of all.
Relationships between Age or Gender and Answer Forms Preferences
Here there were not significant relationships shown between gender (182 men and 118 women) and preference for answer forms in applying the chi-square test result (P= 0.2328 > 0.01).
Relationships between Use Frequency of the Library or a Social Q&A Site and Preference for Answer Forms
There were generally no significant relationships found between use frequency of a social Q&A site and preference for answer forms. Table 6 shows the two groups' preference for answer forms, separated by how frequently a library is used. Here, the high frequency group is using the library more than once a week, and the low frequency group is using the library less than once a week. There are significant differences seen when applying the chisquare test result (P=0.0001605 < 0.01). The high frequency of use group prefers "briefness" (23.2%) more than the low frequency of use group does (18.9%). From the results of the combination between answers ranked at the top and the bottom, there were similarly trends shown among people who prefer "briefness" rather than "enumeration." Table 7 shows the ratio that the two groups least preferred in terms of preference of answer forms, separated by use frequency of a library. There are also significant differences seen in applying the chi-square test result (P= 2.186×10 -6 < 0.01). From the results shown in Table 7 , it can be seen that the high frequency of use group prefers "recommendation" (12.7%) and "direction" (18.8%) less than the low frequency of use groups does (11.2% and 14.4% respectively). The low frequency of use group has a higher rate for rejecting "enumeration" (44.6%) than the high frequency of use groups (39.8%). This result indicated that people who use libraries frequently do not prefer an answer that includes explanations, such as "recommendation" or "direction," but people who use libraries infrequently do not prefer answers that are offered without explanations attached, such as "enumeration." 
DISCUSSION
In this study, we investigated people's preferences for an answer to a reference question, from the viewpoint of their most or least preferred answer forms.
In the overall trends, people prefer "recommendation" and "direction," but not "enumeration" and "briefness." This means that people prefer an answer to be given when receiving multiple materials with explanations offered by the librarian or reference service as a response to reference questions. Regardless of the amount of materials, people prefer an answer that includes explanations of materials, and to not simply be given the reference materials. In addition, people not only expect an answer for given materials, but they also generally rated those answer forms that exclude explanations of materials lower than others.
From the results of preferences separated by users' age, people over 30 conform to dominant trends. In contrast, people under 30, namely teenagers and people in their twenties, prefer a greater variety of answer forms than people in other age groups. As those under 30 have a greater preference for "enumeration" as compared to those in other age groups, there is a tendency shown that people who are under 30 think that explanations of materials are not necessary. In comparison to other age groups, those under 30 have a variety of preferences for an answer. Having said this, the results of the combination of preferences for answer forms show that there is clearly a tendency for people to prefer "briefness" and not prefer "enumeration."
There are relationships shown between frequency of library use and preference for answer forms. The high frequency of use group prefers "briefness" forms of answers and that they be given only one correct material. They also show a slight disinclination for an answer that includes explanations of materials, as compared with users who access libraries less frequently. As people using the library at high frequency rates have greater opportunities to access various materials, they also not might need as much guidance to related materials from the librarian in a reference service.
CONCLUSION
To clarify factors that affect people's preferences of an answer given in response to a reference question, we investigated preferences for answer forms in a reference service. We defined four answer forms from two viewpoints in terms of "amount of information," and "whether it includes any explanations of information resources."
From the investigation results, we found valuable insights that people expect an answer with explanations of information resources, regardless of the amount of information received. An interesting result showed that teenagers and those in their twenties preferred an answer of being "given multiple materials without explanations offered for them." In addition, we revealed that people who use a library at higher frequency prefer an answer that simply provides their requested materials.
In the findings of this study, one of the most interesting point is that those in their twenties and teenagers prefer "enumeration" answers more, which means not a few people in their twenties prefer to be only given materials without explanations, and their preferences are more various than other ages. This age group is known as the "Google generation," as mentioned that "most visitors to scholarly sites view only a few pages, many of which do not even contain real content, and in any case do not stop long enough to do any real reading [25] ," it is thought that there is the tendency they expect simplicity for an answer. On the contrary, our findings shows the diversity of their preference for an answer. Therefore, future studies should aim to further clarify reference service users' preferences, especially that of twenties. In doing so, it is possible to determine the expectations or demands people hold for libraries and these services.
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